Abstract
Definitions of quality of service
The quality of service has become an important topic of research among academics especially with the increase of competition. It is now recognized as a key factor in keeping the competitive edge and good quality relations with the clients. (Zeithmal et al., 2000) . Gronros (1982) describes the general quality of service as the consumer's perception to distinguish between a rendered service and an expected one.
The consumer later defines the concept of the expected service as a result of an evaluation process, where he compares his expectations with the service he considers optimal or with the service he has accepted. Similarly, Parasuraman et al., (1985) define the quality of service as a comparison between the consumer's expectations and his view of the service rendered.
After reviewing the literature regarding the services, three main points were suggested:
1. The quality of services is more difficult to be appreciated by the consumers than the quality of products; 2. What consumers think of the quality of the services rendered result from a comparison between consumers' expectations and the actual rendition the services. 3. Quality evaluations are not only based on the results of the service but also they include the evaluations of the process while the service is being rendered. In addition, Parasuraman et al., (1985) suggested "The Quality of Service Model" which served as the framework for further scientific research in this field. The first picture gives a clearer description of this model. As you can see there are 5 branches: Source: Parasuraman et al., 1985. This model is specific and a good diagnostic tool. If this model is used in the correct form, it has the potential to help identify the factors that make up good quality of service from the consumer's point of view . In 1988 Parasuraman et al., explained that the quality of service is the basis of rating the overall services in a company, comparing the companies work with the client's expectations and the way a company should operate. To them the client's impression of service is their general impression, or the way they feel about the superiority of services. Lately, Page and Spreng (2002) argued that measurement of performance is superior since that is more credible and protected. In addition, they said performance is a stronger indicator of the quality of service than what we expect. The conceptual discussion related to the quality of service continues, but this is an indicator that it's a multilevel, multidimensional concept which can mean different things for different researchers in literature (Cronin et al., 2000) .
The efficacy of quality of service in banks
The importance of reaching high levels of quality has been discussed widely in literature, especially when it comes to service, for example Zeithamel, Parasuraman and Berry (1990) . The quality of service has been discussed by many authors as a key element to gain competitive advantages. Its importance per the bank industry has been documented in Roth and van der Velde (1991, 1992) . Today, it's hard to find a bank which hasn't improved the quality of service program.
Fig. 2:
The results of a standard model for the operational efficacy of a branch.
3. The quality of service in banks, getting consumers' trust and satisfying them.
The quality of service in banks has a deep impact in consumers' loyalty. This quality is determined based on the comparison between their expectations on the service rendered and what they actually thought of that service.
According to Caruna (2002) , the quality of service is divided in two terms, first one being the technical quality, referring to the one transmitted to the consumer and the functional quality which has to do with the final results of the process done for the consumer. At the same time the quality of service has to do with two aspects, the psychological and the behavioral one. They include the access for the one offering the services and the way the service is offered. What the consumer thinks of the service rendered is based on three things: the employees collaborating with consumers, the environment the service is rendered and the results of the service.
The happier the consumers the more loyal they are. In today's bank environments the happiness of the clients could be seen as a considerable success measure, where pleasing the clients could lead to their retention and as a result increased incomes for the bank. (Jamal, Kamal, 2002 , Egan, 2004 . They describe the consumers' satisfaction as the way the consumer feels about a product or service, because that was used. Egan (2004) , based on the definition of a few authors describes the consumer's satisfaction as a psychological process to evaluate the performance results achieved based on certain expectations.
The banks' purpose to increase clientele loyalty is mainly to increase their own incomes. Additional profits could result from clients' loyalty. From organizations prospective loyal consumers lead to increased revenues for the banks, this will result in the sale of predictable services and high revenues.
Most likely the consumers' will need additional services (Gremler and Broen, 1999) . To appreciate the importance of the consumer we must look beyond the direct value they have. This means that in addition to the direct revenues one must look at additional revenues. For example, loyal consumers will spread the word around and recommend family and friends to the bank, ths will result in even more revenues for the bank. Grummerus et al., (2004) has developed four important dimensions for all online services offered by banks:
1. The quality of users services 2. Reaction 3. The need to refill 4. Security
Fig 3. Four dimensions of online service
Source: Gummerus et al. (2004) If these four dimensions are completed, then the client believes in the online service which could lead to the satisfaction and the loyalty of the consumer.
The Quality of Service in Banks
In this chapter we will talk about the factors influencing the quality of service in Albanian banks and we will describe the survey on the quality of service in our banks.
The Factors that influence the quality of service

The new computerized systems
The investments in the new modern technology are done mainly to improve the quality of service which serves mainly to make many processes easier. It also serves to collect, control and develop the information.
Investment in human resources
The programs directed towards human resources should aim better classification between the administrative staff and the employees. Continuous education and training at work or through special programs helps in improvement of skills in the bank's staff. Specifically aiming: 1. Qualified staff 2. Improvement of management's skills 3. The skill to select and properly prioritize tasks To achieve these objectives is important to invest in developing leadership skills, better separation of knowledge, appreciation of initiatives and accomplishments. These are main points to be achieved in order to constantly recruit qualified, devoted employees. The above objective would be reached through:
• It is important to organize trainings in banks by collaborating with domestic and foreign institutions. It would be based on the previously identified needs through an objective way to evaluate performances. Also it's important to adapt to the new growing requests of the institution.
• Identification of potential employees in the management section as well as giving them the opportunity of continuing training.
• Motivate the employees to do more research work in banks. In order to strengthen the human resources we need to review the proper means. For this reason there should be many initiatives that involve various methods. Box 2 gives more information on these initiatives and the methods used.
Box 1. The initiatives used to reach the objectives and the methods used
At the same time banks in Albania should keep in mind than an important project is the creation of a separate department in the research field. The purpose would be to conduct research and studies observing the fluctuations in the market including here the new tendencies and consumers' preferences, so that they can respond better to the consumers' needs and preferences.
What this department would do is analyze and expand the information available at the same time create an online report. This online report would improve the quantity, quality and time of the information available. This way the bank is well informed on the changes in the market and can easily adapt to offer better products that the market requests. Some of the objectives that banks should keep in mind in relation with the clients are:
-Improvement of the public's trust in privately owned institutions -Improvement of the transparency towards the public (i.e. tell the client how the interest of the deposit is calculated, if he/she is interested; also explain all the terms of the contract before the client signs. -Increase the level of knowledge the clients' have towards the bank they are operating.
-Communication
Study on the consumers' behavior in our country
In order to observe the important role the consumer has in the services banks offer we have developed a survey. The study focuses on the financial services, the expectations and the consumer's view towards these financial services. In this study we have use traditional variables such as the age, education etc. Also, we have used additional variables in order to better understand the consumer and his behavior. The purpose of this questionnaire is to see what people think using these institutions. To also see if they are happy with the service they receive from banks and the employees' professionalism.
The procedure as follows:
The individuals were selected among a heterogeneous population; individuals among different income status and age. These questionnaires were handed inside the banks. In order to see how many times does a consumer go to the bank we asked the question: How many time do you go to the bank? Based on their answers it appears that the majority of people go to the bank a few times a month. The question was directed to those inside the bank and it turns out that they have privately owned businesses so they use the bank for different transactions quite often. But we also have to consider those visiting the bank once every three months; they too have deposits in the bank. An important point of this study is to discover what are some the factors that establish the bank's image in the eyes of the consumer. From the collected answers listed below based on their relevance, the main factors that determine the image of a bank are:
-First contact with the employees MCSER Publishing Rome-Italy Vol 4 No 9 October 2013 423 -The quality of service -The interests rates and the prices for the services -Publicity -Other factors such as hour of operation, parking etc -The interior design and atmosphere -Convenient location Among the criteria on why they should select a certain bank, the consumers listed these elements based on their relevance:
-Interest rates and the services' prices -Polite behavior -Reputation -Friend referral -The offer of " full service" -The hours of operation -Parking -Special offers for the youth -Location When asked "What do you value in a bank employee", consumers listed these factors based on their relevance: -Communication -How well do they understand the clients' needs -Being well-informed -The speed of service -The efficiency
Conclusions
This topic analyzes how important is the quality of services in banks due to the growing competition. The quality of service has turned in an important study and research topic, being now recognized as a key factor in keeping the competitive edge and maintaining good relations with the clients. The quality of service has a unique contribute to not only the satisfaction of the consumer but his loyalty too. The quality of service has a positive impact especially when considering the competitive advantages that could have been gained from improvement of the quality of service. This way, what consumers think of the service offered is better than what they expected in the first place.
Competition has positively influenced the banks in Albania, and has impacted the need to offer better services for their clients. They can use the new advanced technology, the products, new services and better prices on bank's services.
The survey was created with the purpose to see the important role the consumer has in the banks' service in our country. The age, education and incomes, all influence the banks' services in our country. From this survey it was determined that the main factor determining the image of a bank is the first contact with the staff and their customer service skills. At the same time consumers value communication and the staff's skills.
Even though consumers value the services, is still hard to evaluate the quality of service in banks. Consumers are more interested in the functional quality of services (how is the service rendered) than the dimensions of the technical quality. This is due to the difficulties in distinguishing various qualities of service. This is the reason why managers at every level should keep their focus on the quality of service and measure the consumers' satisfaction related to the quality.
Even though the quality of service has improved, considering this is a new market for our country there's still a lot more to do. Between what consumers expect and the service they actually get there's still a huge difference. The speed of service rendered, the skills, politeness of the staff and the bank's convenient locations are a must for a successful bank.
